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What Do You Need to Do Before You
Hire a Web Design Agency?
So, you want to redesign your organization’s website, and you
know you’ll need to partner with a great web design agency in
order to get that done.
But are you ready to make that phone call yet?
This guide will take you through each step of what a successful
website redesign process looks like -- from picking the right
internal team members and the data you’ll need before you
get started to the questions you should ask a prospective web
design agency.
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Before We Get Started, Why Do You
Want to Redesign Your Website?
If you’ve decided that your website needs a redesign, there’s usually some
sort of obvious symptom or pain point that you’ve identified. After all, people
don’t spend the time and money associated with your typical, months-long
website redesign project just for the fun of it, right?

Whether the appearance needs a face lift, the technology is painful to use, or
the content needs updating, you’re probably here because something led you
to the conclusion that you need a web design agency to fix your problem.

But before you hire an agency -- even us -- you need to make sure that
you’ve covered all your bases and carefully considered what it is that you
really need. (That’s what this guide is for!)

Because while there are a lot of good reasons to give your website a makeover,
there are also a lot of bad ones, too.
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“I Just Don’t Like It Anymore...”
One of the biggest “issues” that people cite with their website is simply “I
don’t like it anymore.”

Designers and developers at agencies are visual problem solvers, so,
unfortunately, this kind of “blank check” statement gives them almost
nothing to go on.

It’s merely a personal, subjective opinion that you have as someone who
likely views the website every single day. But what do your customers think?
As the most important users of your website, are they satisfied with what it
offers them?

Step Into the Ring: In 10 Minutes or Less, Our Experts
Will Tell You What’s Really Wrong with Your Website
Learn More »

Another poor reason for a redesign is to keep up with your competitors. Your
analytics should be the true judge of how effective your website is.
If you’re redesigning it only because a rival just rolled out their sleek new
site, then your goal is really to save face, not to change your lead conversions
or update your technology. You can’t be objective, purposeful, and strategic
when thinking about your own website if you’re only being reactionary to a
competitor.
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Finally, a significant change to your website, while exciting, doesn’t
always necessitate a complete redesign. Adding a feature such as a blog or
a membership portal isn’t something that requires a redesign. Neither is
getting a new content management system. You can move technologies (e.g.
from Joomla to WordPress) without needing to go through the whole threeto six-month process.

Also, a new hire with web design chops will sometimes want to make their
mark by suggesting changes to the website, but this shouldn’t always mean a
massive new project.

When You Should Redesign Your Website
With that out of the way, there are some very good reasons why your website
may need a redesign. Here are three of the strongest:

•

Your site doesn’t provide value to visitors;

•

Your site doesn’t accommodate mobile users or isn’t responsive; or

•

Your site looks outdated and outmoded.

Another good reason is having a new strategy or new business objectives that
include clearly defined goals for your website. So, if your company is moving
in a different direction or introducing a brand new product, it’s worthwhile
to consider who your business will be targeting and how your website will
contribute to those objectives.
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Article: Should I Redesign My Website? Here Are 5
Tell-Tale Signs
Learn More »

But before you take the leap, there are still three key areas you need to
evaluate:

•

The number of leads you’re currently getting;

•

User feedback about the current site’s helpfulness; and

•

The security risks involved with your current technology.

Ultimately, Your Website Isn’t About You
You may not want to hear this, but your opinion matters
very little when it comes to a redesign.

Your website should be first and foremost about your users. It needs to be
designed in a way that your users are familiar with: the way they consume
media and the way that they’re going to buy your products and services.
Everything is about the user, and as soon as you start thinking that way, a lot
of decisions about the redesign will be a lot easier to make.

9

Share this Ebook:

5 Steps to Make Your Company’s Next Website Redesign a Success

Your website also shouldn’t be a sales brochure, telling users what you
can do. Instead, it should be focused around solving their problems and
understanding their journey and what they need.

Once you’ve determined that you’re going into your website redesign project
with the correct mindset, it’s time to call up the agency of your dreams and
get to work with new designs and fonts, right?

Actually, not so fast.

Before you start looking at agencies, there are still four internal preparation
steps you need to go through, and they include:
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•

Evaluating your objectives against your timeline and budget;

•

Assessing your technology needs and access requirements;

•

Aligning your stakeholders and identifying your team; and

•

Gathering and analyzing your website’s benchmark data.
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Step 1: Evaluate Your Budget and
Timeline
Just like you can’t go to a steakhouse if you only
have $10 in your pocket, you need to have an honest,
realistic conversation internally about what you need
from your website redesign project, as well as how
much you’re willing to invest in it.
Because the worst thing you can do is go into a website engagement with
champagne taste and a beer budget.

Gut Check: Here Are 63 Questions You Need to
Ask Yourself Before You Redesign Your Website
Learn More »

Websites do cost time and money, but that fact alone shouldn’t dissuade you.

11

Share this Ebook:

5 Steps to Make Your Company’s Next Website Redesign a Success

The more time and money you invest in it, the more value you’ll get out of it.

Your website is the only salesperson that works on your behalf 24/7 -- it’s
selling, answering questions and making connections even when you’re not.

This stage is all about figuring out that sweet spot that balances your
objectives, as well as the resources you’re willing to invest, from the
standpoint of both cost and effort.

Money Matters
Perhaps the most important question of them all is:

What does a realistic redesign budget look like for your
business?

Of course, if you’re looking for a website that you ultimately can’t afford,
you’re setting yourself up for disappointment.
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But the answer is different for every company, but here are some of the most
important factors to consider:

hh What does your wish list look like, and what do you want out
of the project?
The answer could be a simple redesign, a new platform or new
technology, new content, new photography and video, or an entire
digital strategy with search engine optimization. All of these need to be
factored into your budget.

hh How much of your current website content will be used for
your new site, and how much new content will you need to
create?
hh What level of support and experience are you comfortable
with?
On a budget of $1,000 to $5,000, you’ll likely have very little
involvement in your website design project and communication
between you and the agency will be minimal. At higher-end agencies,
you’ll spend more, but you can also expect to have a dedicated account
manager and be constantly involved in the process.

hh Do you need to integrate existing functionality, such as an
e-commerce platform?
That will require additional testing to make sure it’s compatible with the
rest of the website.
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The other point you need to consider is your potential return on investment
with a new website. For example, if your average deal size is $30,000 and you
spend $25,000 to redesign your site, your new website will pay for itself if it
helps you make just one sale.

So, take our advice:

Don’t to underplay your project’s complexity so that you
can bring your numbers down.
Finally, make sure that you leave room in your budget for contingencies.

Sometimes old, forgotten legacy technologies present problems, or a new tool
clashes with your company’s intranet. In cases such as these, the agency may
need to pull in an outside developer for help, which can break the budgets of
those who are unprepared.

Article:
How Much Does a Website Redesign Cost?
Learn More »
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Your Timeline
Just like your budget, you have to consider whether your projected timeline is
viable.

If you start talking to agencies at the beginning of the
fourth quarter but want the project done by the end of the
year, your expectations are unrealistic.

Usually, it takes about one month for agencies and clients to come to an
agreement about a website redesign project. This period can be extended
if you need to wait for the budget to be approved, or if a key stakeholder is
unavailable.

During this time, you should be open and honest with salespeople about your
situation. A good sales team will put effort into understanding your business,
your goals, your competitors and how their agency can fit into the picture.

Realize that your company has a great deal of influence over how long the
project will take, and that you need to figure out internally how much time
you have available. Throughout the process, you’ll need to participate in
kickoff meetings and site reviews, give feedback and spend time either
writing new copy for your site or speaking to copywriters who are writing it
for you.
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At a minimum, you can expect to spend two
to three hours working on your website every
week. The more moving parts and features
you introduce, the more complex the
logistics will be, and the more time you need
until completion.

For example, one page of copywriting
generally involves 15 to 20 minutes of
speaking with a subject matter expert. If
you’re not willing to invest your own time
into the project, you’ll need to pay the
agency more in order to compensate.
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Step 2: Get a Handle on Your Internal
Technology
Your website’s hosting and domain name credentials are like the deed to your
house: not information you need every day, but vitally important.

Your hosting provider is the one that provides a home for all of your website’s
files, and your domain name hosting service is where your website’s domain
name (URL) is registered. No matter what agency you choose, they need to be
able to point that domain name to where your files are hosted, when your new
website is ready go to live.

In many cases, however, your hosting provider and domain name hosting
service are separate companies, and you may not even realize it. This is
especially true if your organization has multiple departments, and it’s been
some time since you’ve looked for that information.
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For instance, you may have purchased your domain name on GoDaddy, but
host your files on WP Engine. Well, what if you only know about one and not
the other? (In our experience, this is not uncommon.)

Infographic:
26 To-Do’s Before Your Next Website Redesign
Learn More »

Our advice is to do the research before you hire an agency, and don’t make a
potentially disastrous assumption and tell your agency, “Everything you need
is in GoDaddy.” Not only would that be inaccurate, this knowledge gap can
lead to serious issues down the road, when you go to launch your website.

This gives you another decision to make:

Do you share your credentials with the agency you
choose, giving them the keys to the kingdom?

There’s no right answer to this question, but it’s one you must answer
because it has a big impact on how you will take your new site live for the
world to see.

If you have internal IT staff who understand how to edit things like CNAME
and MX records (if your IT staff has to ask what these are, that is a red flag),
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you might not need to give this information to your agency because you can
handle a website launch internally. If you lack this kind of internal expertise,
you’ll probably have to share your credentials with the agency you hire, and
this means ensuring you trust them to keep this information secure.

“Whoa, This Is Already A Lot of Work...”
By now, you might be saying to yourself: “This sounds like a lot of work that I
don’t want to do. I shouldn’t have to think this hard.”

First, if you’re not willing to think about your budget and timeline, then you
need to pay an external consultant to do it for you. Their decisions will be
made based on their own experience and best practices, not yours.

Second, and more to the point, if you aren’t willing to put in the time and
effort to figure this out, then you’re going to be very disappointed with the
entire process when you engage with a web design agency. You can’t get what
you need if you don’t know how to ask for it in the first place.

Okay, are we good?

Great. Let’s get back to business.
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Step 3: Align Your Organizational
Players
Once you’ve determined your needs, expectations, budget, timeline, and
technical constraints, it’s time to make sure that your team is in total
alignment. What do we mean by alignment?

The alignment process involves two separate steps:

•

Identifying and getting buy-in from key stakeholders; and

•

Assembling your team.

Grab Your Key Stakeholders
Before you pick up the phone to call a web design agency, you need to
determine the person who will have ultimate approval power and judgment
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over the entire project. This is typically someone such as a CEO or a
marketing director, who will sign off on any major decisions.

The situation you want to avoid is any sort of “design by committee,” in
which more than one person has these responsibilities.

While it’s good to have multiple people involved -- we’ll talk more about that
in a minute -- having this kind of crowding at the top of the approval chain
will prolong your timeline and increase the chance of conflicts. Plus, it puts
the burden on the agency to resolve conflicting opinions and ideas, a timeconsuming process that you will ultimately pay for.

That’s why selecting a single, final decision-maker is for the benefit of both
you and the agency, so that they can have an established point of contact
for their questions and concerns, and you’re not paying your agency to play
mediator for your team.

Build Your Internal Team
Beyond this project leader, however, you also need to select a committed
team that will be working with and assisting the agency throughout the
process. In addition, you can go to this team for feedback as important
developments occur, rather than involving the entire company or doing an
internal user survey.
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Your team for the redesign should be a diverse, crossfunctional group of people, comprised of no more than
five to seven individuals, ideally from many different
departments.
They must be willing to contribute to the process by participating in the
initial kickoff call and evaluating major milestones, at the very least.
They should have different backgrounds and opinions in order to give the
best feedback, but not volatile or conflicting personalities that make for a
dysfunctional team -- and for awkward arguments in front of your agency of
choice.

Who should be a member of your project team? Every company will have a
different answer, but here are a few suggestions, based on our experience:

Employees in client-facing roles can be a great choice for
inclusion. Salespeople and members of your customer service
department are often more tuned in than anyone else in the
company to what your prospects want and need, because they
hear it from them directly. They’re also usually the ones who will
answer a lot of your partner agency’s questions.

Your marketing team can also be a great asset, because they
not only live and breathe your current website, they’re going
to probably be the ones working with and updating your new
website the most. That means they’ll have a lot of valuable input
- just be choosy as to who you invite from the team.
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A higher-level executive in the C-suite would be an ideal
choice. They may not participate as much in the process, but they
can be inserted strategically at various points in order to make
sure that the new website is in line with your company’s mission
and vision. This is especially important if your redesign is meant
to help turn over a new leaf for your company, or is a key part of
achieving forward-looking revenue and business goals.

If your business has a large number of subject matter experts,
you should definitely include someone who knows your products
or services inside and out, and who can assess the quality and
accuracy of the content on the new website. This is especially
important if you plan to have any sort of copywriting delivered by
the agency as part of your redesign.

Employees who have been at your company for a long time
are also a good choice, because they can testify about your
company’s story and have a better idea of where your business
has been, as well as where it’s headed in the future.

While it’s important to plan ahead, you don’t need to have a final team in
place until you engage with an agency and understand the demands they will
ask of you. Every agency is unique, and every process will require a different
number of people with varying levels of involvement.

Still, you should still have a general idea of the different segments of your
business that need to be involved in the project and keep certain people on an
unofficial list.
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This way when you first start reaching out to agencies, you can point them to
specific employees with knowledge of different areas who can answer their
questions.

“What If Your Website Redesign Project
Includes Content?”
If your project will involve content creation (whether that content be written
copy for your website pages, a new explainer video for your homepage, or
visuals that help explain what you do), and the agency is responsible for
creating the new content, you need to have members of your team ready to
take on two tasks:

•

Contributing as a subject matter expert; and

•

Editing as part of your review team.

Contributors need to be available and willing to speak with the agency’s
copywriting or content creation team, possibly during multiple interviews.
They can range from those who execute the service to those who sell the
service -- just make sure to select individuals who can speak to your different
business segments with ease.

Also, if this redesign is to be a signal of a new chapter for your company, plan
on a C-level executive being involved in some capacity, such as an interview
focused on what the road ahead looks like for your organization.
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Next, you will need to have an internal set of individuals who will review any
new content created by the agency. In our experience, two editors from a
client, as well as one point of contact set aside as a final approver, tends to
work well. Or you can simply have one point of contact for editorial review on
your end.

Again, your agency should be more than willing to work with multiple
individuals, but they will need to know who has the final say. Otherwise, you
run the risk of creating confusion and missing deadlines.

The one thing to keep in mind with content is who it can
easily be the most challenging part of your project.

Be realistic about what you’re looking to get out of a website redesign project,
from the content end, and measure that against the level of effort you’re
willing to put into it.

Identify Your Internal Technology Resource
Finally, you need to select a point of contact at your company that the agency
can consult for the project’s technology needs.

The right person for this job will depend on how robust your company’s IT
framework is. Are you a small startup with five employees and an outsourced
IT solution, or do you have a more sophisticated IT environment with
thousands of employees across the country?
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No matter your internal arrangement, your technology point of contact
should be ready and available to answer technical questions from the agency.
This person should be prepared for any IT emergencies that might arise
during the project and able to be on standby when the website launches.
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Step 4: Gather Benchmark Data for
Your Current Website
After you have your logistics and project team in place, the last piece of the
pie is gathering your benchmark data. Why is benchmarking data important?

When you contact an agency, you’re doing it because you have a certain set
of assumptions. Generally, that means you think that your website is broken
because of its design, technology, content, or any number of other reasons.

When you collect data about your website ahead of a redesign, the results
may validate your assumptions, but they could also flat out contradict them.
That’s why this is such an important step --

you don’t want to start a lengthy and expensive redesign process, only to
realize at the end that you solved the wrong problem.
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That’s because your users don’t always feel the same pain points that you do,
or the things that make you crazy may not bother them in the slightest. In
some cases, companies are completely happy with their website design, only
to find out that their homepage’s bounce rate was poor.

(Psst! Bounce rate measures the percentage of website visitors who leave - or
“bounce” from - your website, after viewing only one page.)

Article:
6 Ways Mobile Behavior Is Changing Website
Design & Desktop Experiences
Learn More »

Data Tells the Whole Story
A good website redesign has to be a careful balancing act between making
the client happy and staying true to the company brand, while also making
website visitors happy and achieving business results such as visitor traffic
and lead conversion.

This can be accomplished by listening to the data. When you reach out to
web design agencies, you’ll likely be asked a number of questions about your
website’s current performance, including:
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•

How many pages are on your site?

•

How much traffic do you get?

•

What percentage of visitors bounce off your homepage?

•

Do visitors return after filling out your contact forms?

•

Does Google index all of your pages?

•

Does your site rank for the right keywords?

•

Do you have broken links on your site?

•

How do you answer these questions?

There are many ways to gain this kind of insight, but four free tools in
particular are very useful for understanding your website’s performance and
your users’ behavior. To use them, all you need to know is how to install a
tracking code (or a plugin, if your site is build on WordPress) in order to start
collecting data.

Tool 1: Hotjar
Hotjar is a heat-mapping tool that shows where your users are actually
clicking on your site and how far down they scroll on each page, across
multiple devices. It can even track an individual user’s mouse movements.

You can use this information about how people respond to your website’s
page designs to take the subjectivity out of understanding the user’s journey
through your website and make data-backed decisions about how the new
site will be designed.
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For example, you may be assuming that people are scrolling all the way down
your page, or that an offer in a prominent location is getting a lot of attention,
but the Hotjar data may tell you that your visitors are not even going beyond
the hero image on mobile.

Hotjar provides you with quantitative information, showing a quick visual
representation of what actual users are doing on your website.

It won’t give you a ton of numbers, but rather visual cues to help you
understand how your website’s design can have an impact on performance. If
your website doesn’t have a lot of traffic, this is very powerful information.

You can see what happens on your site without wondering if the numbers that
you’re collecting are good news for you.
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Tool 2: Google Analytics
You might already have Google Analytics installed on your site. If not, you
should do so right away, because any agency design team worth their salt will
need at least 30 days of data to see trends that can help them create a better
website for you.

The good news is that Google Analytics is free and very easy to install.

You’ll need to collect data about how many views each page gets, what the
overall traffic to your site is, how users move through your site, and which
pages they bounce away from. This information also allows you to see which
pages are in most need of a restructure or need to be more closely evaluated.
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Many companies that we talk with want to rebuild their website with a fresh
new look and feel, without necessarily reviewing the site’s content. Google
Analytics provides the kind of data that might make you realize that certain
pages need an entire overhaul of the on-page content as opposed to simply a
new design.

For instance, if a page has a low ranking or barely gets any visitors, is it even
necessary to carry over into a redesign? If a page should be very important but
it has a high bounce rate, is the content on this page relevant to the user?

Article:
11 Useful Metrics That Are Easy to Find & Measure
on Google Analytics
Learn More »
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Tool 3: Google Search Console
Google Search Console is another free and easy-to-use tool that identifies
broken links and lets you see how your pages rank in Google searches.

Manually repairing broken links as part of a website redesign can take a long
time, so the information available in Google Search Console is vital for any
agency to be able to accurately estimate what will be required to repair these
issues and thus provide you an accurate budget and project schedule.

If you have a very old website, some of your links may have broken over time
as you’ve shifted things around. Higher-end web design agencies know to
check for issues like this, because it affects their work on things like search
engine optimization (SEO).
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Tool 4: HubSpot Marketing Free
HubSpot Marketing Free (formerly called Leadin) is a lightweight plugin
that can be utilized on any website regardless of what technology or content
management system (CMS) was used to build it. Essentially, it shows you
where your users are converting, what they’re converting on, and what they
did on your website after converting.

It gives you a clear picture of the buyer’s journey and shows you where there
are specific gaps, if any, in the process as it relates to your website.

This is great data to have in advance of a site redesign, because you really
need to understand how visitors are using your website in its current form
before attempting to rebuild it.
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Start Collecting Data Early
These tools need to be put in place on your website as soon as possible - at
least 30 days before contacting agencies, but ideally six months in advance.
The more data you have when speaking with agencies, the better.

This being said, don’t feel like you can’t engage
with an agency if you don’t have these tools
installed, but understand the risks involved if
you do begin a website redesign project without
adequate benchmarking data.

If you begin the redesign process without that 30
days worth of data, you’re going to be working under a lot of assumptions
that you can’t prove until you’ve launched, and that often leads to costly
change orders or project extensions.

Free Downloadable Guide:
The Website Statistics You Need to Know
Get it Now »
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Step 5: Choose the Right Agency for
Your Project
Unless you have a fully functional website redesign team (including a
developer, front-end designer, copywriters, SEO expert, user experience
expert, marketing strategist, etc.) in-house, you’re going to need to hire an
agency to complete your project.

Picking the best agency is about more than just having the right price tag,
or being right down the street from your offices. Website design agencies
come in many different shapes and sizes, with goals that are best suited for
different kinds of customers.

The only way to know the right kind of agency for you is to
understand what types of agencies are out there, and match
these with your goals for your website redesign project.
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The 4 Types of Web Design Agencies
Ad Agencies: Glitz and Glamour
Usually located in a giant metropolis like New York or Los Angeles, your
traditional ad agencies are the big dog-eat-dog firms that you see in the
movies, with perks like ball pits and massages and rooms where you do
“creative thinking.” Advertising agencies are often intensely focused on
Fortune 500 companies and big branding schemes.

Websites are part of what they do but, more
than anything else, they concentrate on brand
representation.

An ad agency might be right for you if you’re a
large, publicly-traded traded company, or if you
have a global brand whose reputation is worth a
lot to your company. They tend to be substantially more expensive than the
other options, but are worth the price if you have a lot of money to spend on
messaging and branding.

E-Commerce Agencies: Specialized Knowledge
Agencies in this area concentrate on building e-commerce websites, and
market themselves as such. They tend to be much more dialed in to the B2C
(business-to-consumer) relationship, where your customers interact with
you through online transactions.
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Typically, they specialize in a particular content management system, like Magento
or Shopify, that helps users set up their own e-commerce platform and can handle
secured payment transactions.
If this is the right type of agency for your business, you’ll likely already know
it, since e-commerce companies require a particular skill set. Developing an
e-commerce website requires knowledge of a lot of different specialties, such as
security and payments or abandoned shopping cart nurturing, that need to be pulled
off without a hitch.

If this is the right type of agency for your business, you’ll likely already
know it, since e-commerce companies require a particular skill set.

Marketing Agencies: Focused on Strategy
Marketing agencies can come in various forms. They may do work in inbound
marketing, outbound marketing, or even traditional public relations. If
you’re looking to work with a marketing agency, you need to be aware of
the differences here, because they’ll all come to the table with different
specialties and solutions to address your pain points.

What these marketing agencies have in common is typically a focus on
strategy before design. IMPACT, for example, is a full-funnel marketing and
sales agency, with a strong focus on inbound marketing for B2B (business-tobusiness) organizations.
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That means that the focus is on the content and the user, from the moment
they land on your website, through to the close of a deal. To us, the entire
purpose of your website should be to answer customers’ questions and aid
them throughout the buyers’ journey. This is often referred to as conversion
rate optimization (CRO).

Infographic:
CRO, the Proven Process That Helps Turn
Browsers into Buyers
Learn More »

Other marketing agencies essentially do
the job of a big advertising agency on a
smaller scale. Some focus on outbound
marketing efforts, such as magazine and
radio ads, with a little bit of traditional
public relations mixed in, while others
are very design-driven. They might be
the right choice if what you’re looking for
is a site that reflects cutting-edge visual
design trends rather than conversion
optimization.
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If you already have lots of informative content explaining how a user can
solve a problem, and if you’re more focused on helping the customer make
the right decision and less on your company pitch, an inbound marketing
agency will be a great fit for you.

That said, you’ll be making a poor choice if your only focus is to build
awareness and need a flashy website with all the bells and whistles.

Article:
The Benefits of Hiring an Inbound Marketing
Agency vs. a Website Designer
Learn More »

Website Design Agencies: Technical Specialization
Website design agencies are just what they sound like - agencies that
specialize in website design and nothing else. They build lots of sites for lots
of different types of companies in lots of different industries, and they have
highly-skilled teams that can handle technically-complex challenges with
ease.

40

Share this Ebook:

5 Steps to Make Your Company’s Next Website Redesign a Success

If you’re looking to build a site with custom modules such as real-time data
visualization or interactive elements, a website design agency could be the
right choice as they will most likely have an in-house team of developers and
programmers capable of bringing your vision to life. A web design agency
might also be a good choice if your website project is very simple and doesn’t
require a lot of strategy.

If you’re looking to build a site with custom modules such as real time
data visualization or interactive elements, a website design agency
could be the right choice.

On the other hand, if you want your
website to fulfill a larger business
purpose and drive leads for your
company, it might make more sense to
go with a marketing agency rather than
a website design agency.

Marketing agencies will see your site
as one piece of a much larger puzzle and will ensure that the site you build
supports the other elements of your business plan and marketing strategy.

41

Share this Ebook:

5 Steps to Make Your Company’s Next Website Redesign a Success

Which Type of Agency Is Right for You?
If you’re totally lost, do this first: Figure out whether your company is
primarily B2B, B2C, or e-commerce of any variety. This will affect how you
approach your website and how users interact with it. If you don’t know your
own goals, you won’t be able to appreciate how a website is supposed to help
you with them.

Next, take stock of the various skill sets you might need. Who do you have
internally on your team, and where are the gaps? Do you need content
writers, developers, or someone with design sense? The agency you work with
should be able to fill these vacancies with skilled members of their own staff.

Finally, beware of ye olde shiny penny syndrome.

Don’t make your decision based on how pretty an agency’s portfolio is.
This is especially true when looking at inbound marketing agencies. Their
websites might not be the most attractive on the block, but that shouldn’t
be your primary goal: You want website visitors to convert into leads and be
nurtured into becoming customers.

Finally, beware of ye olde shiny penny syndrome. Don’t make your
decision based on how pretty an agency’s portfolio is.
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A snazzy website which does lots of fancy tricks built by an ad agency might
not make sense if your goal is to get your visitors to fill out a form and provide
you with their email address or phone number.

Don’t Forget Your Budget
As previously discussed, before you talk to an agency, you need to have some
sense of your budget. However, you should expect to have some flexibility
on this during the negotiation process, especially if your project will
require additional support in the form of copy writing or developers to code
specialized features.

When talking about how much things will cost, don’t worry about nickels
and dimes. You shouldn’t be at the point where you’re considering removing
a few pages from your site just to cut costs, because stressing about a few
hundred dollars won’t improve your process or your working relationship
with the agency.
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Think about your website budget not just in terms of the cost per page or
per word, but also in terms of what it brings you: communication with the
agency, creativity, strategy, branding, and keyword research. The benefits
that these can generate -- and the potential customers that they can bring in
-- are worth far more than the few hundred dollars you might be able to save
by trimming a handful of pages.

Evaluating Your Agency Contenders
Now that you have an idea of what type of agency you would like to work with,
you still have more research to do before selecting your top pick(s).

By researching different agencies and looking at their websites, you can pick
up on some indicators that are either green lights or red flags to help you
whittle down the potential agencies to do your redesign. In fact, we’d say all
of the below factors are ones that you should be able to access online, through
your own research, without having to pick up the phone to ask.

Article:
4 Qualities Any Inbound Marketing Agency Really
Worth Working with Has
Learn More »

Ultimately, the goal of this independent research phase is to land on two to
four agencies you’d like to speak with further about your redesign project.
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1. Location, Location, Location
The first factor is something that’s a deal breaker for some people: location.
If working with a local agency is important to you, that should be the very
first thing you use as a qualifier.

Of course, now that teleworking, screen-sharing technology and video
chatting are ubiquitous, it’s certainly not important to everybody - but still,
you should talk it over with your team before you contact agencies. That may
not be the way they prefer to work or collaborate.

2. What Does Their Team Look Like?
Next, you should check the makeup of the company’s staff by reading its
About page. How many are core members of the team versus freelancers?
What kind of experience and educational background do they possess?

Also, examine the diversity of skills that the team members have. You don’t
necessarily want to work with an agency filled with generalists.

For example, if a team has four people
on it, and a single person is the
designer, developer, copywriter, and
marketer, that can be a major red flag.
The agency might be stretched too
thin and unable to keep up with your
project’s timeline.
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3. Proof of Performance
When you make a purchase online, you probably look at ratings and reviews
to see what other people think of the product. Website testimonials and case
studies are the two most common ways that agencies show off their results.

Testimonials
Testimonials are important because you want to make sure that this isn’t the
agency’s first rodeo. Usually, a testimonial will provide the person’s name,
company, and role, which enables you to see whether that website is still upto-date and functioning properly.

This can be a bit tricky to evaluate in some cases, since an agency isn’t always
involved with maintenance or upkeep, once a website goes live. If you look at
a site that the agency has designed and something seems wrong with it, ask
the agency itself what the story is.

In addition to reviewing testimonials, you can - and should - ask the agency
for references. This is a great way to dig deeper and find out not just what the
sites they’ve designed look like, but what it is like to work with their team:

•

Are their past clients happy with the experience or was it a battle?

•

Do they feel that the agency team is knowledgeable?

•

Would they work with them again?

These are all important questions that you can get answered by checking
references.
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Case Studies
Just like the age old assumption, beautiful people are not always the
brightest, a website can look great but still function below expectations.
That’s why it’s important to also check out case studies to make sure that
previous clients had results in line with what you desire.

Just like the age old assumption, beautiful people are not always
the brightest, a website can look great but still function below
expectations.

Did they want lots of flashy graphics or a rise in their conversion rate? And
was the website built by the agency able to deliver on those expectations?

IMPACT Client Success Story:
HubSpot Website Redesign Improves UX,
Increases Conversions for Closet Works
Read it Now »
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What If They Don’t Have Either?
The absence of testimonials and case studies should be viewed as a little
suspicious, as it can imply that either the agency hasn’t done enough work,
or worse, they can’t find anyone willing to vouch for them on the work they
have done.

In this case, if you are still interested in working with them, we absolutely
recommend that you call the agency and ask for references.

Pro Tip: If an agency doesn’t have testimonials or case
studies, you need to ask them for references.

It’s always a risk and a leap of faith when you reach out to a new partner,
and agencies know that they need to demonstrate their capabilities to their
clients. So if they’re not able to provide this kind of validation of their work,
that may be the sign of a larger problem.

4. Portfolios
Portfolios are work samples that let you know that the agency is in line with
your aesthetic. Meaning if you have a dog grooming business, an agency that
usually works with technology startups might not have the right look and feel
for you. That’s why it’s wise to review an agency’s body of work to make sure
it matches the aesthetic you have envisioned.
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IMPACT Client Success Story:
Local Contractor Grows Reach with Website
Redesign & Inbound Strategy
Read it Now »

Although it’s true that websites are starting to resemble each other more and
more, there’s a difference between a similar user interface pattern being seen
all across the web and a particular agency using a single aesthetic as a crutch.
If it’s the latter, the company is taking a cookie cutter approach to design,
rather than purposefully toward the needs of the client.
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5. Pricing
An agency’s price proposal needs to be just as acceptable as its team, its
results, and its aesthetic. At this point, you should be conscious of the fact
that you can’t get a champagne website on a beer (or water) budget.

You should be able to get at least a ballpark number from an agency without
having to ask for a full blown proposal. This saves both you and the agency
time.

Most agencies will run a comprehensive discovery process lasting between 30
and 45 days, and you’ll need to get a lot of things in order for several agencies
while you’re vetting them. So if one of them ends up giving you a dollar figure
way out of range, that’s a waste of time.

Providing price estimates is also a good sign of a healthy agency. It gives you a
sense that they know themselves well, they’re competent, and they’re aware
of how much effort they need to put into a project.
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What Questions You Need to Ask Prospective
Website Redesign Agencies
Now that you have your agency candidates in mind, it’s time to begin having
those initial conversations that will help you make the best choice for your
project.

Depending on your business and industry experience, your company will
obviously need its own list of specialized questions for prospective agencies.
However, regardless of who you are, you should also go through some
standard, yet important, questions which may be less obvious right off the
bat.

It should be an automatic demerit in the back of your head if they can’t
provide answers to all of these inquiries. And the answers agencies provide to
the first six questions below are probably the most interesting and valuable
for your business.
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“What’s the approach or
philosophy to decision-

making in your design?”

“What is your process?”
Why This Question Matters: An agency’s website
design process should be written down on paper

Why This Question Matters: Some companies

and available immediately - or at least shortly

want the agency to use data-driven design based

after the request is made. This is an indication that

on analytics and user behavior, while others are

they’ve had enough experience to put a formal

happy to trust the intuition of experts and don’t

outline in place. If the process is proprietary, they

need statistics to back up every decision. Find out

should at least have a high level overview and be

which type of decision-making that agency uses to

able to have a designer or developer explain it to

make sure they’re the right personality fit for you.

you step-by-step.

“How well will you get to
know us?”

“What is the launch plan?”
Why This Question Matters: Make sure that you

Why This Question Matters: The agency needs

have your hosting and domain name information

to understand what your business does and how

on hand, because the agency should be asking you

it’s distinct from your competitors. There should

about it. Every launch is different, so clearly define

be an initial call or meeting so they familiarize

your expectations: what day and time will it happen,

themselves with your sales process, buyer’s journey

who should be on hand, and who’s the IT contact

and products or services. This helps them become

on your end who can provide assistance? As a note,

invested in the success of your project and navigate

a weeknight is best because you still have time to

any roadblocks or disagreements.

fix problems before everyone on your team leaves
before the weekend - an agency should know that.

“How much will I need to be
involved?”

Why This Question Matters: The timeline should

“What is your copywriting
process?”

plan for major milestones like meetings, project

Why This Question Matters: This is an optional

management check-ins and approvals, which can

question based on your goals for the project. If you

last anywhere from 15 minutes to four hours. The

are planning to rely on your agency to write the

agency should be able to give you a list of your

copy for your new website, it’s important that their

responsibilities and the time commitment they will

team has multiple processes to suit different needs

require up front.

based on the your objectives, and that they be able
to effectively communicate the benchmarks and
what kind of time commitment they require.

52

Share this Ebook:

5 Steps to Make Your Company’s Next Website Redesign a Success

These next nine questions are of varying importance, based on the individual
circumstances of your company and the agency:

“What is the team makeup

and who is the main point of
contact?”

“How much work is
outsourced?”

Why This Question Matters: The majority of

Why This Question Matters: The agency should

agencies outsource work at some point because it’s

also ask a similar question of you, so that they

cost-effective to accomplish pieces of the project.

know who your main stakeholders and main

However, they shouldn’t be selling websites if the

team members are. Understand their chain of

primary expertise (such as an in-house designer or

command and how they make decisions. If their

development resource) isn’t under their roof. Also, if

team is large enough, there should be a designated

there’s a technically demanding part of your project

project manager who handles your questions and

such as a database, be sure that the agency has

problems.

someone who can handle that on staff.

“What happens when

deadlines are missed?”

“How do you handle change
requests?”

Why This Question Matters: It’s unlikely that

Why This Question Matters: Whether it’s a

you’ll hit every deadline on the nose. Decide on

change, an addition, or a deletion, you’ll likely

the length of the grace period before the timeline

modify your original goals somehow during the

gets moved back. Your schedule shouldn’t be

project. How does the agency decide to amend the

so restrictive that one missed deadline ruins

timeline and budget?

everything, but you also must have built-in
measures that promote accountability on the part
of both the agency and your team.

“Are photos, video or copy
extra?”

“Do they have partner

resources available for out-ofhouse expertise?”

Why This Question Matters: If you decide that
you want to add videos or custom photography to

Why This Question Matters: The answer to this

the website, can the agency direct you to helpful

is likely yes, unless it’s built into the contract. In

resources or references, or will it be a separate

particular, photos and video need to be licensed

project for your business?

to your company, not the agency, which will be an
additional expense.
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“What kind of support is
available post-launch?”

“What hosting options are
available?”

Why This Question Matters: Post-launch

Why This Question Matters: No agency should

support comes in two forms: maintenance and

suggest hosting your website for you. If they control

development. For example, WordPress websites

all aspects of the site, from design to hosting to

have constant updates and changing security

maintenance, then they have total authority. What

features. Will the agency be around after your

happens if you need access? What happens if the

site launches if you need help with this? Will they

agency closes? Good agencies will recommend

continue to look at your site’s analytics and make

hosting platforms and suggest that you purchase -

improvements?

and control - your own hosting account.

“What’s your tool stack?”
Why This Question Matters: This question has two parts. First, what content management system (CMS) is the
agency proposing? Research their suggestions to see if they’re user-friendly and if you’re comfortable using them.
Second, if copywriting is a part of your project, the agency you choose should have some collaborative platform for
drafting, editing and tracking changes. When your website starts getting large enough, passing Word documents
back and forth over email becomes an untenable solution.

When You Shouldn’t Choose an Agency
Sometimes it can be difficult to figure out which agency to work with, and
sometimes it’s clear as day. Based on our experience, here are seven major
warning bells that should cause you to go running in the opposite direction.
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How Long It Took You to Get Their Process
As we said earlier, an agency may not email their entire process to you
because it’s proprietary information, but they should be able to explain it to
you. They can either do this on the spot, of they should be able to quickly setup another call with a subject matter expert or project manager. Additionally,
they can email it to you right after you request it.

If neither of these is the case, then they didn’t have one in place or they’re
writing it down for you after you asked for it - neither of which is a good sign.

Podcast:
“Process vs. Innovation” (Creator’s Block, Ep. 47)
Listen Now »

The Percentage of Work That Will Be Outsourced
You most likely want to avoid an agency that outsources all of the work to
other people and only puts a rubber stamp on it at the end. It’s important
to find out not only the percentage of work that will be outsourced, but also
which parts of the project.
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For example, if you know that your website will require some heavy-lifting in
terms of back-end development, make sure that it gets done in-house and is
not outsourced to another company or professional. Websites that need any
sort of specialized knowledge or technology require working with an agency
that directly employs people with the necessary skill set.

It’s important to find out not only the percentage of work that will be
outsourced, but also which parts of the project.

No Dedicated Project Manager
Obviously, it’s not a bad thing to have a large team. It’s a combination of
a large agency team and no project manager at the helm that can cause
problems.

You need to have one primary point of contact to make sure that you don’t
have to memorize the contact information for all of the team members. This
project manager will be responsible for fielding your calls and emails and for
passing on your messages to the right person.

Going Straight into Design with No Research or Strategy
Unless you don’t care about how many people use your website and how
successful it is at driving leads for your business, omitting research and
strategy is a fatal flaw.
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While everyone likes beautiful, clean, well-designed websites, there needs
to be some thought put into why the design looks the way it does. Otherwise,
you’re just putting pretty pictures and fonts on a website based on your own
whims and assumptions, without any reasoning to back it up.

No Content Style Guides
This red flag is only applicable if you’re making any changes or additions to
your website’s content. If the agency will be touching your copy to any degree
-- even if it’s just minor copy edits, tweaking, or updating -- and you don’t
have a style guide of your own, the agency should be able to help you develop
a style guide or have one of their own, that they use as a standard.

Free Resource:
What Is a Content Style Guide? (+ Free Content
Style Guide Template)
Read it Now »

Proceeding without a content style guide should be a nonstarter if your
project includes copy writing or editing. Style guides help writers ensure that
the voice, tone, spelling, and grammar are uniform across the entire website.
Even minor variations or inconsistencies can make your copy look sloppy.
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Not a Lot of Time Spent on Content Creation
This one depends on the complexity of your demands regarding your website
content. The more that you ask the agency to do -- whether it’s updating
your old content or burning everything to the ground and starting over -- the
more time their team will need to spend with you. It’s absolutely crucial that
you are the ultimate expert on your own business, and that you have the final
say.

For instance, an agency can’t extrapolate technical expertise that they don’t
possess out of thin air, but they can engage with a subject matter expert to get
the raw material they need. So, if an agency doesn’t have a process in place to
address those gaps in their knowledge, that should be a red flag. It’s an even
bigger one if the agency feels that they don’t need to talk to you at all in order
to write the website copy.

Article:
So, You Think Creating Content Is Too Much Work
Read it Now »

“Mobile-Friendly” but Not Responsive
These two buzzwords seem similar but refer to quite different concepts.
A mobile-friendly website often does not have the same features and
functionalities for both desktop and mobile users.
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This often means limiting the use of factors that can be complicated to use
on a mobile device, such as dropdown menus and Flash. Sometimes, it can
involve building an entirely new mobile version of the website that replicates
key features available in the desktop version.

A responsive website, however, is one that dynamically changes based on
the user’s device and provides a consistent user experience across different
screen sizes.

Responsive websites provide a single backend update that is compatible
across all devices and allows for the entire contents of a website to be
available on any device. The advantage of building a responsive, rather than
mobile-friendly, site is that you can make a single update or change to the
site and it will show up whether the visitor is on mobile or a desktop device.
As a result, you only have to maintain one website.
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Google’s algorithm boosts websites that are mobile-friendly, but at this point
doesn’t give extra kudos for responsive websites. However, for the benefit of
your users, your website should be responsive and not just have a separate
site for mobile devices.

Make sure that the agency knows the difference and that they’re pitching you
a responsive website. Websites that are mobile-friendly but not responsive
are antiquated and can cause problems for upkeep when you have to change
information in two different places.

Article:
7 Responsive Design Practices You Need to Know
Read it Now »
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The Role of a Website Has Changed
Okay, let’s acknowledge the elephant in the room. We’ve outlined an
exhaustive to-do list for you, before you even call an agency. But trust us
when we say we’re not trying to fill your time with pointless tasks -- we
know you’re busy.

While it’s true that redesigning a website can involve a lot of work, the right
preparation can save you time, help to clarify the project, break it down into
a series of manageable steps and result in better outcomes once your site
launches.

Choosing the right agency to work with can also help to turn a seemingly
overwhelming website redesign project into a manageable task.

But why has the process become so much more involved?
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Over the last few years, websites have become more complex as the roles they
play have evolved.

Customers today have high expectations of business websites. No longer
satisfied with basic information, they expect regular updates with new
information, interactive features that allow them to learn about your
company and the products or services it offers, as well as multiple ways to get
in touch with you.

Article:
How to Embrace the Buyer’s Journey on Your
Website
Read it Now »

As a result of these increased expectations, the process of website redesign
has also become more involved. When you are considering which agency
to work with on your site redesign, you’ll need to find out as much as you
can about their process. (Remember to review the list of questions given in
this guide to help you figure out whether the agency is the right fit for your
brand.)

So, when you’re working on a website redesign project, as with so many other
things in life, you get out of it what you put into it.
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In the context of your website, if you’re willing to put the time and resources
into researching your customer demographics, learning about how they use
your site and coming up with a design that can meet all their needs, you can
create a website that performs to your expectations and contributes to the
growth of your business.
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LET’S GET STARTED
Redesign your Website on the Hubspot CMS
We’ve redefined what’s possible. Now we’re looking to help
you do the same.

GET STARTED
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